
11/25/2008 1

What do Customers Want?What do Customers Want?

SPECIAL TREATMENTSPECIAL TREATMENT

RELIABILITYRELIABILITY

HIGH QUALITYHIGH QUALITY

CHOICES

Presenter
Presentation Notes
Choices – problem solving



Be creative!  Be a problem solver.   Refer customer to other sources, look for other possibilities, roll with the punches.



What is the ultimate best for service for the customer?



What are some examples of “choices?”
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What do Customers Want?What do Customers Want?

SPECIAL TREATMENTSPECIAL TREATMENT

RELIABILITYRELIABILITY

HIGH QUALITYHIGH QUALITY

CHOICES

NOWNOW

Presenter
Presentation Notes
Now -  What does this mean?  
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What do Customers Want?What do Customers Want?

SPECIAL TREATMENTSPECIAL TREATMENT

RELIABILITYRELIABILITY

HIGH QUALITYHIGH QUALITY

CHOICES

NOWNOW
WHAT ELSE?WHAT ELSE?

Presenter
Presentation Notes
What else?
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They Want A PICKLE~

What do Customers Want?What do Customers Want?

WHAT ELSE?WHAT ELSE?

Presenter
Presentation Notes
What else?
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CUSTOMERS………CUSTOMERS………

1.

 
Are the most important people you will

 ever deal with
2.

 
Are those special VIPs who call you

3.
 

Are NOT interruptions of your work, but
 are the reasons for it!

4.
 

Are individuals with names and feelings
5.

 
Are NOT people you argue with

6.
 

Are not ALWAYS right, but they are
 ALWAYS……

THE CUSTOMER

Presenter
Presentation Notes
Come up with your own QUOTE!
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What is the Secret? What is the Secret? 

UNDER-PROMISE

OVER-DELIVER

Presenter
Presentation Notes
What does this mean?



Don’t BS your customer!  What does “BS” stand for?  “Blue Sky”  What did you think it stood for?  Actually the idea of blue sky and what BS is typically thought of to mean are the same thing.  It is based on the perception that there are people who will describe even the sky as being even more blue than it actually appears.  Blue sky in this case means to exaggerate the value, significance or importance of something to the customer in order to make a sale.  Although this technique may achieve some short term objectives, it ultimately comes back to haunt you!



It can destroy your credibility and ultimately your relationship with the customer.  Don’t BS your customer in any way.



How have you been BSing your customer?







Talk about examples of each!
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Required SkillsRequired Skills

Qualified?Qualified?

Trustworthy?Trustworthy?

Presenter
Presentation Notes
A key part of Customer Service and satisfaction is the role of TRUST in organizations and how it impacts our ability to be credible and effective in our customer relationship. 



Credibility --  being believed!  Inspiring belief!



It’s like writing a bicycle.
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How to You Add Value?How to You Add Value?
Action Verbs to help you:Action Verbs to help you:

AdmitAdmit
 

ReferRefer
Ask forAsk for

 
SendSend

Ask oftenAsk often
 

VisitVisit
CallCall

 
InviteInvite

CreateCreate
 

ProvideProvide
CureCure

 
AttendAttend

CustomizeCustomize
 

OfferOffer
FindFind
KnowKnow
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NEVERSNEVERS
“I don’t know”
“I’m new here”
“I just got here”
“I’m not sure I can help you”
“We haven’t got it”
“I don’t think I can do that”
“Your _______will take about six weeks”
“The manager will be right with you”
“There’s nothing I can do about it, it’s company

 policy…..”
“I don’t have anything to do with your problem”
“We have a problem”
“I don’t care”

Presenter
Presentation Notes
Now that you’ve started to think about your own abilities.  What are some NEVERS?
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DO Say!DO Say!

““How Can I help you?How Can I help you?””

““II’’ll do whatever it takesll do whatever it takes””

““HereHere’’s what I will do!s what I will do!””

““To solve the problemTo solve the problem…”…”

““I will personally handle itI will personally handle it””

““Our policy isOur policy is……but here is what I Will dobut here is what I Will do””

Presenter
Presentation Notes
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Customer Service SkillsCustomer Service Skills

Guard Against Customer ServiceGuard Against Customer Service
BurnoutBurnout

“When your customer is the most anxious,
you need to be at your best-most competent,
confident, calmest and in control of yourself.”

Chip R. Bell
Management Consultant
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Master the Art of CalmMaster the Art of Calm

The Friendship Response = SympathyThe Friendship Response = Sympathy
Identify with, and even take on, another personIdentify with, and even take on, another person’’s emotions.s emotions.
““II’’m really angry at those people, too!m really angry at those people, too!””

The Professional Response = EmpathyThe Professional Response = Empathy
Acknowledge and affirm anotherAcknowledge and affirm another’’s emotional state.s emotional state.
““I can understand how that makes you angry.I can understand how that makes you angry.””

Treat customers like friends and 
still maintain a professional working
relationship.

Presenter
Presentation Notes
Treating the customer like a friend doesn’t necessarily mean that you have to be their friend.  True friendship is a special relationship that you have with only a select number of other people in your life.  You treat friends differently than you do other people.  You show them kindness, trust, respect, patience, understanding and many other things in this mutually supportive and nurturing relationship.



Acts of kindness and genuine concern for someone else will usually be reciprocated.  You do not have to become friends with your customers but treating them more like one can have many positive results for both of you.  You will find that treating a customer as you would a friend can result in building a stronger relationship.



What could happen if you began treating your customer(s) more like you would a friend?



To have empathy means to try to understand how another person feels about something.  It doesn’t necessary mean that you agree, just that you understand.  It is important to empathize with the customer on certain things that may be of great concern to him/her.  This may even involve something that you may not agree with the customer about.  At the very least you need to try to gain a better understanding about why the customer feels the way he/she does.  Sometimes this greater lewvel of understanding can be important in helping find solutions to problems.  And it will be important to the customer that you took the time and effort to really understand their point of view.  This is what builds better relationships.



What is an example of an empathy opportunity you may currently have with a customer?



11/25/2008 13

Master the Art of CalmMaster the Art of Calm

Weather Customer Fury and Stay Calm and in ControlWeather Customer Fury and Stay Calm and in Control

On stageOn stage

Off StageOff Stage

Where customer can see orWhere customer can see or
hear youhear you

Safely away from customerSafely away from customer

Presenter
Presentation Notes
Talk about examples of each!
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Master the Art of CalmMaster the Art of Calm

On StageOn Stage

Use Even toneUse Even tone

Make positive statementsMake positive statements

Show respect and courtesyShow respect and courtesy

Focus on the problem not the personFocus on the problem not the person

Presenter
Presentation Notes
Talk about examples of each!







11/25/2008 15

Master the Art of CalmMaster the Art of Calm
Off StageOff Stage

Avoid negative influencesAvoid negative influences

Focus on something soothing & Focus on something soothing & 
pleasantpleasant

Center on your valuesCenter on your values

Acknowledge and allow your feelingsAcknowledge and allow your feelings

Use your Use your ““partnerpartner””
 

as a sounding as a sounding 
boardboard

Presenter
Presentation Notes
Talk about examples of each!
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Master the Art of CalmMaster the Art of Calm
Warning Signs of StressWarning Signs of Stress

FatigueFatigue
HeadachesHeadaches
HeartburnHeartburn
Intestinal distressIntestinal distress
Frequent illnessFrequent illness
DepressionDepression
AnxietyAnxiety
Unusual/frequent errorsUnusual/frequent errors

Presenter
Presentation Notes
Talk about examples of each!
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Master the Art of CalmMaster the Art of Calm

Stress Relievers to Alleviate tensionStress Relievers to Alleviate tension

BreatheBreathe
SmileSmile
OneOne--Minute vacationMinute vacation
Talk positiveTalk positive
Desk ExercisesDesk Exercises
RelaxRelax
LaughLaugh
OrganizeOrganize

Presenter
Presentation Notes
Talk about examples of each!
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REWARD YOURSELF!REWARD YOURSELF!

CELEBRATE THE GREAT WORK YOU DO!CELEBRATE THE GREAT WORK YOU DO!

Take yourself to lunch

Take someone else
to lunch

Bring something fun to work

Make a “Brag Sheet”

Say “Thank You”

 
to

Yourself!

Presenter
Presentation Notes
Talk about examples of each!
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ACTION PLANNING

Customer Service SkillsCustomer Service Skills
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Action PlanningAction Planning
Things to consider: Remember: when, where, 

what, how, why?

Technically – Do you understand all the processes 
you need to know?  Do you know
how to help the customer with
these processes?

Interpersonal Skills – How good are your people
skills?  Ask someone to critique
them.  Do you talk to fellow 
employees?

Products/Services – Are there blind spots in your 
knowledge?  Are their services
you don’t know about?

Customer Knowledge – What does your customer need,
want, and expect?  What might they 
want the next time?

Presenter
Presentation Notes
Talk about examples of each!
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Action PlanningAction Planning

What’s your pickle?

SERVICE

ATTITUDE

CONSISTENCY

TEAMWORK

Presenter
Presentation Notes
Talk about examples of each!
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